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(57) Abstract: 

PROBLEM TO BE SOLVED: To provide a communication system of 
call center capable of exchanging the information currently reading 
on a commodity in real time while simultaneously looking at the 
same image screen as an image screen which a user is looking at on 
the terminal of explaining personnel when there is a question or 
when wishing further information, for example, on a commodity 
which the user wants to buy and in which the user interested. 
SOLUTION: When a user 1 reads information on a commodity, 
leisure, education and various facilities in an electronic mall via the 
Internet by the terminal, the same image screen as the user 1- 
accessed image screen is set up on the terminal of the explaning 
personnel 5 of the call center 4 by taking required synchronism, and 
information is exchanged by conversation on the information by a 
telephone ?nH a chat while the user 1 and the explaining personnel 
5 are looking at the same image screen by terminals of both. 
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Pertinent Description: 

[0001], [0005]- [0007] , [0013] - [0015] and [0021] 

[Detailed Description of the Invention] 
[0001] 

[Technical Field of the Invention] 

The present invention relates to a communication system, 
which is most preferably applied to an internet call center for 
explaining to a user, in electric commerce or the like utilizing 
computers and internet, information on goods or the like, in 
behalf of a supplier of the goods or the like, in the manner 
which has never been seen in the conventional systems. 



[0005] 

[Problems to be solved by the Invention] 

In view of problems currently existing in electric 
commerce or the like, such as lack of information on goods, and 



complaints from a user on the goods and the information thereon, 
an object of the present invention is to provide a communication 
system of a call center capable of performing real-time exchange 
of information on goods or the like being checked by the user 
between the user and a service staff, in the case where, for 
example, the user has any questions or requires further 
information about the goods desired to be purchased or felt 
interesting, wherein the same screen as a screen being displayed 
on a terminal of the user is displayed on a terminal of the 
service staff, thereby enabling the user and the service staff 
to look at the same screen simultaneously.. 
[0006] 

[Means for solving the Problems] 

A configuration of the system of the present invention 
made in order to solve the aforementioned problems is 
characterized in that, when the user checks on its terminal 
through internet information on goods, leisure, education, 
various kinds of facilities or the like in an electric mall or 
the like, the same screen as a screen currently being checked 
by the user is displayed with necessary synchronization on the 
terminal of the service staff of the call center, thereby the 
user and the service staff can exchange the information with 
each other by telephone conversation or chat, while looking at 
the same screen displayed on the both terminals of the user and 
the service staff. 

[0007] 

In the system of the present invention, with the 
aforementioned configuration, all of conversions made between 
the user and the service staff of the call center are recorded 
in a voice recorder or the like of the call center. Further, 
the telephone conversation between the user and the service 
staff of the call center may be made through internet by the 
telephone of the user, such as a portable phone or the like, 
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and the telephone or a headset for VoIP of the computer of the 
service staff. 



[0013] 

In Fig. 1, reference numeral 1 denotes a user (purchaser) 
in electric commerce to which the system of the present 
invention is applied as one example, and this user 1 has a 
personal computer la and a portable phone lb. This portable 
phone lb can be replaced with other telephones, for example, 
such as an ordinary telephone, a PHS and a headset for VoIP. 
Reference numeral 2 denotes a website of an electric shopping 
mall (electric mall) in the electric commerce, which is provided 
through internet 3. The user 1 opens on a screen of its own 
personal computer la a website of the desired shop in the 
shopping mall website 2, checks goods and information thereon 
to select the desired goods, and purchased the selected goods. 
This kind of dealing manner has been publicly known. 
[0014] 

Reference numeral 4 denotes a central unit of a call center 
of the system according to the present invention, which is 
mainly configured by a server computer 4a having an ACD 

(Automatic Call Distribution) /CTI (Computer Telephony 
Integration) function and constituting this web, a VoIP (Voice 
Overlnternet Protocol) gateway 4b and a voice recorder 4c. 

[0015] 

Reference numeral 5 denotes a service staff in the system 
of this invention, and as a terminal to be used by this service 
staff 5, a personal computer 5a in lap-top type and a headset 
5b for VoIP connected to the personal computer 5a are provided. 



[0021] 

The same screen as the screen currently being looked at 
by the user 1 is displayed on the screen of the personal computer 
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5a of the service staff 5 from the server computer 4a through 
internet 3. The screen displayed in the personal computer la 
of the user 1 and the screen displayed in the personal computer 
5a of the service staff 5 are identical with each other. 
Moreover, for example, URL (Uniform Resource Locators) 
synchronization and Scroll synchronization are performed by the 
computer 4a. Thus, it is possible for the user 1 and the service 
staff (a seller or an agent thereof) 5 to have conversations 
between them by using the telephone lb of the user 1 and the 
headset 5b of the service staff 5 directly connected with each 
other while looking at the common screens, and to exchange the 
information regarding the goods and trading thereof, such as 
selection of the goods. At this time, the contents of the 
conversation between the user 1 and the service staff 5 are 
recorded in the voice recorder 4c. In the system according to 
the present invention, synchronous modes for synchronizing both 
of the screens to be looked at by the user 1 and the service 
staff 5 are not limited to the URL synchronization and Scroll 
synchronization, but Mouse -pointer synchronization, 
Form-Input synchronization or the like may also be used. 
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